
How to drive cross sell revenue from M&A in the Insurance and Employee 
Benefits industry
makepositive consolidated three CRM solutions for the Personal Group to improve customer insights and operational efficiencies.

Challenge

• Separate orgs for different brands 
• Disparate systems and conflicting data 
• Engagement with current Salesforce org was low

Solution

• Strategic implementation of Sales Cloud, consolidating 3 business systems 
  onto 1 Salesforce org
• New processes brought in to facilitate insights into customers product portfolios
• DocuSign Gen was installed and configured to minimise offline activities
 

 

Benefits

•  Migration of business units has enabled quicker insights into
    sales activities
•  Cost efficiencies due to having one system, but more importantly 
    being able to drive insights from single customer view will 
    enhance upsell, cross sell and customer experience. 
 



The challenge
As the business went from strength to strength, 
high levels of demand for sales and lettings at 
Network Space were putting significant strain 
on the company’s ability to process new clients 
and contracts. The existing labour-intensive, 
paper-based processes increased the likelihood 
of contractual errors, led to missed revenue 
opportunities, and caused delays in moving from 
the initial client enquiry to the creation of the lease 
document and issuing the first invoice.

Directors at Network Space were spending 
significant time and effort trawling through lease 
documentation, which was a distraction from 
revenue-generating activities. Equally, it was 
difficult and time-consuming to see exactly which 
properties were available and to match availability 
with client requirements. 

The makepositive solution
To improve internal visibility, accelerate processes 
and bring on new clients faster, Network Space 
engaged makepositive, a Salesforce Platinum 
Partner, to completely overhaul its sales 
processes. makepositive built an entirely new sales 
front-end based on Salesforce technology, and 
worked with Network Space to optimise, automate 
and accelerate the underlying processes.

The makepositive solution included an expansive 
data model that enabled the management 
of properties, enquiries, viewings, customer 
accounts, leases, rental steps and breaks, 
deposits, rent reviews, keyholder information and 
more. makepositive migrated all of the customer, 
property, unit, lease, rental steps, rent review and 
breaks information into Salesforce.

makepositive also created a sophisticated property 
pricing model using Salesforce formulas and 
workflows to generate headline pricing information 
based on specified unit-per-square-foot fees, term 
and rent-free periods. This pricing and any chosen 
options are then automatically reflected on Heads 
of Terms documentation.

A new proposal approval process ensures that any 
proposals that fail to meet the standards specified 
against a particular property (for example: 
expected Budget Headline Rent, Service Charge 
Basis, Insurance Basis, Alarm Type, Payment 
Terms) are escalated to a manager for approval.

The makepositive solution simplifies and 
accelerates the management of charge 
type information at proposal and lease level, 
including utility charges, service charges, 
buildings insurance and alarm monitoring 
information. It also optimises the management of 
moving-in, post-completion and vacations tasks 
and information. 

By integrating Salesforce with Conga Composer, 
makepositive has empowered Network Space 
to automatically generate Heads of Terms, FRI 
and IRI Leases and Completion Statements. The 
company can now output conditional clauses 
within generated documentation based on 
information specified within Salesforce, which 
are either suppressed or displayed depending 
on a number of criteria. Complex lease 
clause numbering is automatically maintained 
throughout leases.

The makepositive solution 
automates and accelerates 
key processes, helping 
Network Space to match 
clients with properties, 
provide higher-quality 
documentation with less 
effort, deliver better service, 
and bring in revenue faster.

The challenge:

Salesforce was being used by both Personal Group and Innecto (two of
the three brands under the Personal Group umbrella), though the orgs 
were separate. Let’s Connect (the third brand) was using Microsoft 
Dynamics.

Due to the disparate systems and fragmented data, some of the challenges
faced by each brand included a lack of visibility of sales activities, pipeline 
management and accurate forecasting. It was impossible to gain a holistic 
overview of the group as a whole or gain insights into potential upsell and 
cross sell opportunities between the separate business units. As such, 
adoption and engagement with the existing Salesforce instances were low, 
compounding issues related to data quality and preventing much value 
being derived from the systems.

The makepositive solution:
 
Personal Group engaged makepositive as their Salesforce partner in March 
2021. makepositive’s solution incorporated a strategic implementation of 
Sales Cloud, streamlining three business processes onto a single Salesforce 
instance, while simultaneously migrating all customer data into one org. 
A new automated process was brought in to facilitate insights into customers
product portfolios, while a framework was implemented to enable visibility of 
customers competitor products. In addition to this, DocuSign Gen was installed 
and configured to enable generation and signing of contracts all on one 
platform in a bid to minimise offline activities.

The results:

Salesforce can now be used to help drive the right behaviour 
and accountability amongst the sales teams (new business, 
account management and location management), whilst giving 
each business the ability to see activity history across all of their 
customers, providing Personal Group with a mechanism to take 
advantage of cross sell and upsell opportunities. The primary 
mechanism that was implemented to achieve this was Gap 
Analysis/Whitespace reporting. Enhancements to the data model, 
which surfaced formerly non-existent Asset data in the system, 
provided the opportunity for this analysis to be performed by 
introducing the ability to track competitors Assets against 
customers accounts as well as better understanding customer’s 
existing portfolio with Personal Group. This enabled the Account 
Management team to understand which customers they should be 
talking to, about which products, and when.  

The migration of all business units onto one platform has
enabled quicker insights into sales activities and will allow Personal
Group to make more informed and smarter business decisions.

About Personal Group:

Personal Group is a leading provider of employee services including
people centric insurance products and employee benefits. 
Personal Group has three brands: Personal Group, Innecto 
Reward Consulting and Let’s Connect.   

About makepositive

makepositive is a multi-award winning Salesforce Platinum Consulting Partner with more than 1500 successful project deliveries to date. With over 160 Salesforce experts, 
makepositive has experience across the entire Salesforce platform, including Sales Cloud, Service Cloud, Community Cloud, Marketing Cloud, Field Service Lightning, 
Quote to Cash, Pardot, MuleSoft and Einstein Analytics. The company also has a dedicated Experience Design and Managed Services team. A two-time winner of the 
Salesforce Award for Innovation, makepositive puts customer success front and centre.
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The makepositive solution gives Network 
Space a single version of the truth on 
lease information: automation ensures 
that documentation matches the accurate 
information held within the system, eliminating 
the need for employees to hunt through lease 
documentation to find information or resolve 
errors. Salesforce Chatter provides additional 
administrative efficiency by accelerating 
communications between employees. It also 
preserves a full audit trail of all activity related to 
particular properties, units and leases.

The solution streamlines processes across:

• enquiries and viewings

• preparation of Heads of Terms, Completion
Statements and lease documentation

• moving in clients

• completion of new leases

• vacations and renewals

• breaks and variations

Property managers and company directors can 
now access an up-to-the-minute view of the 
status of all properties and units, together with 
a detailed history of related activities. This is one 
of the key time-saving benefits for directors, 
who can now focus more attention on closing 
new business. Equally, process optimisation 
by makepositive removed bottlenecks in lease 
completion, reducing the lag between the initial 
enquiry and the invoice for the first month’s rent.

Using Joined Reports and Flows, managers can 
now easily see changes in incoming revenue 
on a weekly basis, based on when leases start, 
end, or go through rent reviews. The ability to 
export lease and unit data from Salesforce for 
manual upload to the Bluebox billing system 
makes it easier and faster to generate invoices, 
further helping to shorten the lead-to-cash cycle 
at Network Space.

Finally, the makepositive solution has opened up 
a new revenue stream for Network Space: now 
that the company has a streamlined, repeatable 
process, it is able to offer services to manage 
properties on behalf of other landlords.

About Network Space
Network Space is a major UK commercial 
property firm that creates and maintains 
industrial property fit for the future. The 
company currently owns and operates a 
portfolio of 45 properties across the North of 
England, offering commercial space from 1,000 
to 50,000 square feet. For more information, 
visit: https://www.networkspace.co.uk/

The results:
 
COVID-19 has disrupted Chance to Shine’s normal programes and delivery 
over the past 11 months, but their coaches, teachers and County Board 
members have been extremely positive on how the project has improved
their digital journeys in so short a time. 

“As you can imagine everything is different now than we thought it would be
12 months ago because of COVID,” explained Ross Jeavons. “COVID has 
disrupted where we are as a charity and our delivery has been altered beyond 
belief in terms of how we operate. The number of our coaches that are on 
furlough means that where we thought we would have had this platform being 
used frequently by them for the past 7 or 8 months, COVID has slowed that 
process down. But when we’ve presented the results of the project and the 
enhancements we’ve made to everyone from The Country Board network we 
work with to our coaches, trustees, and board members they’ve been 
extremely impressed with where we’ve gotten to in such a short time. The 
feedback from those who have used the system (those coaches and 
teachers who have been able to go into schools or other communities to run 
programmes), has been very positive.” 
 
Looking ahead to business returning to normal, Chance to Shine views this 
first stage in their digital transformation journey as a key asset in ensuring
continued success in a post COVID economy.

“This digital transformation was always going to be vital, but even more so now 
when we do return to business as usual this is going to be more important than 
ever,” say Ross Jeavons.  “We’re in a strong place as a charity but ultimately we 
are going to need to attract new partners, get off the ground really quickly, and 

work with our major donors to be able to have a system which 
evidences the great work we do as a charity quickly and efficiently.  
When we need it most as a charity, we’re now going to be able to 
take advantage of these enhanced digital journeys and use them 
to achieve our bottom lines, which are to increase direct and 
indirect delivery of our programmes and enhance the funds that we 
raise. Our relationship with makepositive has been key to what has 
been and will continue to be a successful project moving forwards –
and that goes from presales, to the project team, through to the 
Managed Services team. We’ve been so impressed with the technical 
knowledge and ability we’ve worked with at makepositive. Their 
knowledge of the systems that they work with and how to manipulate
them is first class.”
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